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Tenant Participation Strategy - 

Cordale Housing Association is a community based housing organisation that provides a wide range 

of services to over 500 customers.  The majority of the housing is general needs, although we have a 

sheltered facility and shared ownership developments.  

We want to deliver excellent services that meet our customer’s needs and provide value for money. 

Tenant participation is an important part of achieving this. 

The Legislation involved - 

 Housing Scotland Act 2001 

The Housing (Scotland) Act 2001 created a legal framework for tenants who have a Scottish secure 

tenancy or short Scottish secure tenancy to take part in the way their housing is managed.  

Landlords must develop a tenant participation strategy and put it into practise.  Landlords must also 

support and consult with Registered Tenants Associations and hold a register of Associations, which 

must be available for inspection during working hours.  

 The Housing (Scotland) Act 2010 - Scottish Social Housing Charter 

The Scottish Social Housing Charter was introduced through the Housing (Scotland) Act 2010.  It sets 

out standards and outcomes that all social landlords should try to achieve when delivering their 

services to tenants/customers.  

The Charter consists of six sections, with each section having a set of specific outcomes and 

standards relating to it.  Outcome 3 refers to participation and states: - 

“Social landlords manage their businesses so that: 

Tenants and other customers find it easy to participate in and influence their landlord’s decisions at 

a level they feel comfortable with.”   

Working in conjunction with these policies -   

 Equality and Diversity policy statement 

Cordale will work hard to ensure equality of opportunity and that all individuals are treated fairly 

regardless of age, disability, gender reassignment, marriage and civil partnership, pregnancy and 

maternity, race, religion or belief, sex and sexual orientation.  Cordale will not tolerate any form of 

unlawful discrimination, harassment and victimisation. 

We will actively promote our activities and services throughout the communities where we work; 

and work to identify and engage with traditionally excluded groups.  

We will aim to take part in joint working and partnerships which enable the promotion of Cordale 

and its services, particularly amongst minority groups; and further the wider community’s 

knowledge and understanding of these. 

 Business Plan 



The business plan contains a number of objectives we need to achieve to realise our vision “to 

achieve excellence in everything we do”. 

Key to fulfilling this ambition is our strategic objective: achieving the highest standards of customer 

excellence. 

The tenant participation strategy establishes the framework to support tenants and customers 

influence local decision-making.  This involvement by tenants and customers is vital if Cordale are to 

be an organisation defined by excellence. 

 Membership policy  

Cordale will continue to promote membership of the Association to tenants/customers by issuing 

leaflets, providing articles in the newsletters and discussing this issue at open days and consultative 

meetings.   

Tenants/customers who are members of the Association will be entitled to and actively encouraged 

to stand for election to the Management Committee in their own right.    

 Tenant Participation Budget  

We have set a tenant participation budget of £4000 in 2015/16, £4120 in 2016/17 and £4244 in 

2017/18.  

As this is the first tenant participation strategy since Cordale became part of the Caledonia Group, a 

review of future tenant participation budgets will be considered as part of the 2016/17 business 

planning exercise. 

The provision of good quality information is essential to ensure tenants/customers are able to 

participate.  We understand that customers need accurate and accessible information, in plain 

English and in a range of further formats, in line with our Equality and Diversity policy statement.  

Information regarding tenant participation is available to all customers by leaflet, newsletter and on 

Cordale’s website.   

We also recognise that if we establish tenant participation structures that involve the active 

participation of volunteers, we will make available independent training and advice.  Organisations 

such as Tenants Participation Advisory Service and Tenants Information Service can be used for this 

purpose.   

 Staffing 

We will ensure that all staff receive induction training and regular updates and information 

regarding tenant participation.  Staff will also be given the opportunity to discuss tenant 

participation issues at team meetings and 1:1s.   

As Cordale are part of the Caledonia Housing Association Group, the Association has access to 

Tenant Participation and Community Engagement Officers who can provide advice, information and 

support.  

 



 The Consultation Process 

We have worked closely with staff, residents and committee members to ensure that this strategy 

reflects the following outcome – 

“Tenants and other customers find it easy to participate in and influence their landlord’s decisions at 

a level they feel comfortable with.” 

This consisted of asking tenants thoughts on participation as part of a comprehensive satisfaction 

survey; contacting all tenants who expressed an interest in participation through the survey to 

collect feedback; issuing a participation questionnaire to each household; and holding an open day 

in July 2015 that focussed on tenant participation. 

As part of this strategy, we will ask tenants and residents if they are satisfied with/would like to 

comment on our tenant participation strategy – using our ‘Tenant Participation Feedback Survey’.  

The strategy and our participation processes will also be discussed with new tenants/customers, at 

meetings/events and will also inform part of Cordale’s Social Housing Charter self-assessment 

protocols. 

Cordale use a standard satisfaction question in line with Social Housing Charter guidelines, which 

asks:  

How good or poor is Cordale at keeping you informed about their services and decisions?  

How satisfied are you with opportunities to participate in Cordale’s decision making? 

In 2015, we carried out a comprehensive tenant satisfaction survey.  The survey asked 40% of 

Cordale tenants the above questions. The survey concluded that 87% of tenants were satisfied with 

how they were informed about services and decisions.  Meanwhile, 96% of tenants were satisfied 

with opportunities to participate in decision-making. 

Moreover 5% of tenants who were interviewed expressed an interest in being involved in tenant 

participation activities and we contacted these tenants as part of the consultation process. 

We will provide further opportunities for any customer to comment on/ask questions about this 

strategy by using our website, social media, Tenant Participation leaflet, newsletters and discussions 

with any staff member.   

We will continuously review our consultation processes to ensure that wherever possible we can 

connect with residents/customers whom are not actively involved at the moment, particularly 

younger residents. 

Opportunities to Participate - 

 Customer Consultation Events/Activities  

The most common reason to have a meeting or event is to discuss something face to face.  It could 

be a new idea, a new opportunity, a problem or to reach a decision about something.  But it all 

comes down to communication and ‘face to face’ interaction. 



We have an annual timetable of policies to be reconsidered or updated.  These policies state what 

Cordale does and how they do it.  This strategy (through a supporting action plan) aims to improve 

how we consult and obtain feedback on new policies. 

 We will regularly advertise and actively encourage tenants/customers to take part in focus groups 

or survey panels – using mail, texts, phone or our website.  We will try to hold our focus groups at 

locations and at times to ensure that as many tenants/customers as possible have the opportunity 

to take part.   

 Registered Tenant Organisations 

The Housing (Scotland) Act 2001 places a duty on Cordale to keep a register of tenants groups.  We 

do not however have any registered organisations. 

If demand exists to establish a registered tenant organisation we would support its development. 

Moving Forward - 

The strategy will be reviewed every three years.   

An action plan will be developed on an annual basis to support the delivery of the strategy. 

The action plan is informed by the priorities identified in the tenant satisfaction survey, feedback 

from tenant surveys undertaken throughout the year and an analysis of our complaint and 

compliment management system. 


